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l. I ntroduction

This report describes the methodol ogies employed and the results of a Program Awareness,
Participation, and Customer Satisfaction survey performed by GDS Associates, Inc. for
Fitchburg Gas and Electric Light Company’s (FG& E) Electric Low Income Program
(Program). As part of an ongoing Low-1ncome program assessment, GDS was contracted
to conduct this telephone survey in an effort to determine the current level of awareness
among the Company's low-income customers of the program as well asthe levels of
participation and satisfaction of those that have participated in the program. Thisreport is
the second in a series of three reports that make up the Proggam Evauation of FG&E's
Electric Low Income Program. The first phase of the Evaluation addressed the program's
design and implementation process and the fina phase will include a number of Ste vidtsto
assess the quaity of measure ingtalations and related services being provided.

FG& E's Electric Low Income Program provides participants" with an energy audit,
education on energy saving opportunities, direct ingtalation (a no cost to the customer) of
low-cogt energy efficiency measures and ingtdlation of more substantia energy savings
measures (aso a no cost to the customer) upon cost effectiveness screening. The measures
address al of the mgjor resdential end uses (i.e., lighting, refrigeration, hegting and air
conditioning, and water heeting). The implementation and adminidrative contractor for this
program is the Montachusett Opportunity Council, Inc. (MOC). MOC subcontracts to
Congsarvation Services Group, Inc. (CSG) for such implementation services as refrigerator
ingdlation, removal, and recycling as well as multi-family audits and inddlations.

Section 11 of thisreport presents asummary of key findings from the Phase |1 telephone
surveys and includes recommendations for FG& E's consderation as implementation of the
Electric Low-Income Program continues. Section 111 is an overview of the methodologies
used (a copy of the telephone survey insrument isincluded as Appendix A). Section IV
provides more details on the telephone survey results.

! Eligible customers are those residential FG& E electric customers at or below 200% of the federal
poverty limit.
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II.  Summary of Key Findings and Recommendations

The telephone surveys conducted with FG& E's low income customers focused on three
major areas. 1) Program Awareness, 2) Customer Participation; and 3) Satisfaction of
Participating Customers. Asaresult of our surveys, anumber of key findings were
identified. These findings are summarized below by mgor category:

Program Awareness

> 35% of the digible population in FG& E's service territory is aware that thereisan
energy efficiency program that targets low income customers.

» The most common method of hearing about the program was through a postcard.

» Of those that were not aware, the top three methods for becoming avare were: 1) in
their dectric bill; 2) by phone cdl; and 3) by post card or |etter. Televison was dso
identified as a potentially good awareness source.

» Of those that were aware, the top three methods they preferred for becoming aware
were: 1) through their eectric bill; 2) by post card or letter; and, 3) through aresponse
to abilling inquiry. Through a neighbor, by phone cal, and televison were dso identified
as good awareness Sources.

» Outreach approaches to avoid included: web sites, newspapers/posters, and landlord
recommendations.

These findings indicate that there remains a substantia market within FG& E's low-income
sector for providing energy efficiency services. The best approaches for increasing
awareness remain to be bill stuffers, phone calls and direct mail.

Recommendations:

> Expand outreach effort to increase awareness among eligible population.

> Continue with the same marketing methods (direct mail, tdlemarketing and hill stuffers)
but perhaps increase the frequency and revise the content of the materials to better
define the program (consider televison public service announcements as an additiona
outreach mechaniam).

Program Participation

> Approximately 50% of digible customersthat are avare of the Company's program are
choosing to participate in the program.

» Thefour top reasons for participating were: 1) saving money; 2) learning more about
energy dficiency in their home; and 3) being more comfortable; and 4) getting free
materials and ingdlations. Protecting the environment was aso listed as a top reason for
participating.
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» Thethree primary reasons for not participating were: 1) suspicious about “freg”’
materids, 2) energy savings not atop priority; and 3) concern about the performance of
the ingtalled measures.

» Family and friend recommendations and home safety were the least stated reasons for
participation.

> For those that participated, the most common measure (4 of 7 or 57%) ingtalled was
compact fluorescent light bulbs (CFL). Refrigerators, room air conditioners, and
westherization measures were each indtaled at 2 of the 7 (29%) homes surveyed.

» Measure satisfaction was highest with room air conditioners.

The reasons for not participating indicate that the Company's low-income population may be
unclear about the benefits of energy savings and other benefits that the program may offer.
Energy efficiency measure comprehensiveness gppears to be good, however no water saving
measures were identified in those surveyed.

Recommendations.

» Indl forms of marketing literature, more clearly define program and the benefits of
participating.

» Further explain the utility involvement and perhaps even briefly describe the conservation
charge and the fact that the program is paid through rates — illugtrate thet it isnot a
handout nor will participants need to pay for services received a some point in the
future.

» Monitor measure comprehengve in the Site visit Phase of the Low Income evauation.
Lack of water saving measures may be aresult of alow penetration of eectric water
heating.

Program Satisfaction

» Of those customers that have participated in the Company's Electric Low-1ncome
Program, within each of the measure categories covered (lighting, refrigeration, heeting,
ar conditioning), customers appear to be very pleased with the program.

» A mgority of participating customers were pleased with the quality and professonaism
of the service providers (i.e., two of the three highest areas of satisfactions related to the
attitude of the audit contractors and the quaity of work performed - customers were
aso very happy with the energy savings recommendetions).

> Aress appearing to require greatest need for improvement include the process for
scheduling and conducting the wak-through audits

> Ovedl program satisfaction ratings were dl positive, with five (5) of the seven (7)
customersindicating that they were very happy with the program.
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Thisindicates that once the customers sgn up, they appear to be very satisfied with the

program. Measures ingtalled and services being provided through the Company's low-
income program are well received by participating customers.

Recommendations:

> All-in-al, participating customers seem quite satisfied with the Company's Electric Low-
Income Program. Due to the lower ratings on scheduling and conducting the walk-
through audit, consder ways to improve these areas of the program such as adding
informationd materids for the customersto review during the walk-through.

Demographics
> 90% of those interviewed were English speaking (vs. 10% of the surveys being

conducted in Spanish).

> Approximeately one-hdf of dl respondents live in single-family homes, own their homes,
and have annua household incomes of less than $30,000.

> A dggnificantly higher percentage of customers aware of the program either lived done or
with only one other person.

> A dggnificantly higher percentage of customers aware of the program had no residents
under the age of 18.

> A dightly higher percentage of customers aware of the program had at least one resident
over the age of 65.

> A mgority of those responding to the survey had at least ahigh school leve of
educetion.

The findings do not draw distinct characterigtics for those that are aware of the program
versus those that are not, however those aware of the program appear to tend toward
elderly resdents with no more than two people in the home and no children. This indicates
that the current marketing efforts gppear to be reaching a broad range of the eigible
population.

[11.  Overview of Methodology

The overal gods of this Phase Il Electric Low Income Program Assessment wereto: 1)
determine the level of program awareness within the digible cusomer population in the
FG&E sarvice teritory; 2) determine the level of customer participation within the digible
population; and 3) determine overdl customer satisfaction for those participating in the

program.

Interview Guide Development
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A tdephone survey was designed to achieve the gods of this assessment. In order to have a

sngleinterview guide address dl customers, an interview guide was prepared with severd
“skips’ 0 that the customer was asked only those questions that pertained to their leve of
awareness/involvement in the program (acopy of the actud telephone survey insrument is
included as Appendix A). The customer survey interview guide was divided into Sx sections
asfollows

Introduction

Awareness Questions
Participation Questions
Measure-Related Questions
Satisfaction Questions
Demographic Questions

oSubkwhNE

All customers were presented with questions from Sections 1, 2 and 6. If the customer was
aware of FG&E's Electric Low Income Energy Efficiency Program, they were asked
whether they had participated in the program (Section 3). If they had participated, they
were asked the rdlevant questions in Sections 4 and 5, depending on which measures they
had received.

Because customers do not aways remember things the same way, probing questions were
used to prompt customers on both the awareness and the participation sections of the
interview. For example, if the customer answered “no” to having heard of FG& E' s energy
saving program for income-€ligible customers, they were then asked if they had received
energy saving materialsin their home such as energy efficient light bulbs.

Sample Sze
In order to achieve a datidicaly vaid sample of customers, a sample size of forty (40)

customers was selected. Thisdlowed for avaid sample with a 90% confidence interva and
standard error of +15%.

A random sample of 150 customers was drawn from a September 2001 database of 1,985
FG&E R-2 customers. Thislarge sample ensured that the interviewers would be able to
complete forty interviews without requiring additiona random sampling.

Given the mix of English and Spanish-speaking citizensliving in FG& E's service territory, the
random sample was sent to Opinion Dynamics Corporation (ODC) where bi-lingud
interviewers were sdected to conduct the survey in ether language to maximize
understanding of questions and accuracy of individua responses. ODC conducted the
surveys using their Computer-Aided Telephone Interview (CATI) system.
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In total, Opinion Dynamics made 138 attemptsin order to complete 40 interviews. The

breakdown of the mgjor categoriesincluded in the find disposition of the survey isas
follows

Table 1: Final Survey Call Dispositions

Disposition Fina Number
No Answer 23
Answering Machine 21
Discomnected Phone 23
Schedule a Callback 18
Completed Interview 40
Refusd to Participate 6

Removing the 23 disconnected phones and 2 government/business phones from the total,
yields aresponse rate for this survey of gpproximately 35%.

V. Resultsof Telephone Surveys

This section includes a detailed assessment of the results of the telephone surveys. The
results are broken down into the five categories in which the survey questions were asked,
the categories are:

Program Awareness

Program Participation

Measure-Related

Program Satisfaction

Demographics

a s wbdpE

Program Awar eness

Of theforty (40) income digible FG& E eectric customers that were involved in the survey,
fourteen (14) responded that they were aware of the program. For the fourteen (14)
customers that had heard about the program, Table 2 illustrates how each respondent
learned of the program.

Table 2: Sourcefor Hearing About the Program

Communication Medium Number of Respondents
%

Tota Answering: 14
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In Electric Bill 2
14%
Post-Card or Letter 4
2%
Poster or Sign 2
14%
Response to Billing 2
Inquiry 14%
From a Neighbor 2
14%
Don’'t Know 2
14%

When asked how they would like to hear about future FG& E programs related to energy
efficiency, the twenty-six (26) respondents that had not heard of the FG& E program
responded as shown in Table 3. Answerswere given on ascae of 1to 5, where 1 isthe
“Best way to hear” and 5 isthe “Worst way to hear”.

Table 3: Cusomer Communication Preferences— Those Not Aware of Program

Mean Respondents with Respondents with
Vdue | Ranking of “Best” (1) | Ranking of “Worst” (5)
(Base for Mearr) (1-5)
Tota Answering: 26
Phone Cdl (26) 2.3 12 2
46% 8%
In Electric Bill (26) 1.7 17 1
65% 4%
Post-Card or Letter 2.3 11 2
(25) 42% 8%
Newspaper (24) 2.8 6 5
23% 19%
Poster or Sign (25) 2.8 8 5
31% 19%
Radio (25) 2.6 9 4
35% 15%

2 Base for Mean indicates the number of responses used to cal culate the mean. This number is net of
any “Don’'t Know” answers. The Base for Mean value is not shown if all respondents answer each
category of the question (i.e. Base for Mean equal Total Answering in each case).
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TV (25) 2.4 10 3
3% 12%
Web Site/ Email 35 6 11
(24) 23% 42%
Response to Billing 2.8 10 7
Inquiry (23) 3% 27%
Socia Service 2.6 9 5
Agency (23) 35% 19%
From a Neighbor 2.7 6 3
(26) 23% 12%
From aLandlord 2.7 8 4
(23 31% 15%
Non-English 3.0 9 9
Materials (24) 35% 35%

For those customers that knew of the program, Table 4 shows how they would prefer to
hear about future FG& E energy efficiency programs. Answers were given on ascaeof 1 to
5, where 1 isthe “Best way to hear” and 5 isthe “Worst way to hear”.

Table 4: Cusomer Communication Preferences— Those Awar e of Program

Mean | Respondentswith Respondentswith
Vdue | Ranking of “Bed” Ranking of “Worst”
(Base for Mean) (1-5) (1) (5)
Tota Answering: 14
Phone Cal (14) 2.6 7 5
50% 35%
In Electric Bill (14) 1.5 11 1
7% %
Post-Card or Letter 2.0 9 2
(14) 64% 14%
Newspaper (14) 29 3 4
21% 28%
Poster or Sign (13) 3.3 3 4
21% 28%
Radio (14) 4.4 1 10
7% 71%
TV (14) 2.7 6 4
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43% 27%
Web Site/ Emall 3.9 3 9
(13) 21% 64%
Response to Billing 2.3 6 1
Inquiry (12) 43% 7%
Socid Service 2.8 5 4
Agency (12) 36% 2%
From a Neighbor 2.3 5 2
(13) 36% 14%
From a Landlord 3.2 3 4
(13) 21% 29%
Non-English 34 4 7
Materials (14) 29% 50%

Program Participation

Of the fourteen (14) customers that indicated awareness of the program, seven (7)
responded that they had participated. Of the remaining seven respondents, two (2) did not
know whether they had participated or not.

Concerning why the respondents chose to participate in FG& E’ sincome igible energy

efficiency program, Table 5 illugtrates the results. Answverswere givenonascaeof 1105,
where 1 is“Very important” and 5is“Not at dl important”.

Table 5: Reasonsfor Participating in Program

Mean Very Somewhat | Neutral | Not Very Not
Vaue Important | Important Important | Important
(-5
Totd Answering: 7
Save Money on 1.0 7 - - - -
Electric Bill 100%
Save Energy 1.3 6 - 1 - -
86% 14%
Free Material 11 6 1 - - -
Installation 86% 14%
More Comfortable 11 6 1 - - -
Home 86% 14%
Safer Home 2.0 5 - - 1 1
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72% 14% 14%
Recommended by 2.7 3 1 - 1 2
Friends/Rel atives 42% 14% 14% 29%
Increased Value of 1.7 5 1 - - 1
Home 72% 14% 14%
Protect Environment 11 6 1 - - -
86% 14%
Learn About Energy 1.0 7 - - - -
Efficiency in the 100%
Home

For those that chose not to participate, Table 6 illustrates the reasons for making this

decison.

10
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Table6: Reasonsfor Not Participating in Program

Mean Very Somewhat | Neutral | Not Very Not

Vaue Important | Important Important | Important
(Base for Mean) (1-5)

Tota Answering: 7

Unsure How Materias 25 3 - 1 1 1
Would be Installed (6) 43% 14% 14% 14%
Unsure of 2.3 3 2 - 1
Performance of 43% 29% 14%
Materids (7)
Energy Savingsis Not 1.7 5 - - 1
aHigh Priority (6) 72% 14%
Suspicious About 1.3 6 1 - -
“Free” Materids (7) 86% 14%
Do Not Like Strangers 24 4 1 - 2
in My House (7) 57% 14% 2%

M easure-Related

For the seven (7) respondents that participated in the program, Table 7 illustrates how many
of each received the various measures as well as whether or not the measure is ill ingtalled
and working. For refrigerators, the customers were not asked if the unit was il ingtaled
due to the unlikelihood of customers removing arefrigerator. Also, athough one of the
window ar conditionersis noted to have been removed, thisis assumed to indicate that the
customer has removed the unit from the window for the season. In addition, it should be
noted that in the case of the weatherization measure being removed, the respondent could
not identify what type of weatherization materia had been ingtalled.

Table7: Measures|Installed

Number of Number with Measure
Customers Recelving Sill Ingdled
Measure (Retention Rate %)

Totd Answering: 7 Varies by Measure
CFLs 4 3

57% 75%
Light Fixtures 1 1

14% 100%
Refrigerator 2 NA

29%
DHW Measures 0 0
Westherization Measures 2 1

11
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29% 50%
New Window Air 2 1
Conditioner 29% 50%

Concerning the satisfaction with the performance of specific measures, respondents’ results
are summarized in Table 8. With respect to problems encountered with the measures

ingaled, in dl cases the respondents indicated that they had no problems with the measures
ingaled. Answerswere given on ascale of 1to 4, where 1is“Very happy” and 4is“Very

unhappy”.

Table 8: Satisfaction with Performance of M easures I nstalled

Eligible Measure N Mean | Vey | Somewhat | Somewhat Very
Vadue | Happy Happy Unhappy | Unhappy
(1-9
CFLs 4 2.0 2 1 - 1
50% 25% 25%
Light Fixtures 1 1.0 1 - - -
100%
Refrigerator 2 15 1 1 - -
50% 50%
DHW Measures 0 NA - - - -
Wesatherization 2 15 1 1 - -
Measures 50% 50%
New Window Air 2 1.0 2 - - -
Conditioner 100%

Program Satisfaction

Respondents were asked to indicate their satisfaction with severa areas of the program as
illustrated in Table 9. Answerswere given on ascale of 1to 5, where 1 is*Very happy”

and 5is“Very unhappy”. In generd, thelevd of satisfaction was very high for dl categories,
with only two instances of a customer being unhappy with specific aspects of the program.
Ovedl stisfaction with the program was very high with five (5) of the seven (7) respondents
indicating that they were very happy with the program and none indicating that they were
unhappy. Thefina satisfaction related question asked if the respondents would recommend
the program to others. Five (5) of the seven (7) customers stated that they would
recommend the program.

12
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Table9: Customer Satisfaction Level Concerning Various Program Areas

Mean | Very | Somewhat | Neutral | Somewhat Very

Value | Happy | Happy Unhappy | Unhappy
(Basefor Mean) (1-9)

Totd Answering: 7
Process for Scheduling 22 2 1 3 - -
Audit (6) 29% 14% 43%
Wak-Through Audit 2.2 2 1 3 - -
(6) 29% 14% 43%
Attitude of Audit 1.3 5 - 1 - -
Contractor (6) 71% 14%
Audit Report and 1.6 4 2 1 - -
Explanation of Energy 57% 29% 14%
Use (7)
Usefulness of Energy 1.7 3 3 1 - -
Information (7) 43% 43% 14%
Energy Saving 1.4 5 1 1 - -
Recommendations (7) 71% 14% 14%
Convenience of 15 4 1 1 - -
Scheduling Second 57% 14% 14%
Vigt (6)
Attitude of Contractors 1.6 3 1 1 - -
on Second Vist 43% 14% 14%
Quadlity of All Work 14 5 1 1 - -
Performed 71% 14% 14%
Helpfulness of 1.7 5 1 - - 1
Program Staff 71% 14% 14%
Electric Bill Savings 1.7 5 1 - - 1
from Program 71% 14% 14%
Program Overall 14 5 1 1 - -
71% 14% 14%

Customer Demogr aphics

A series of general demographic questions were asked of al survey participants, the results
of each question are included in Tables 10 — 17 below. The resultsincluded in each table
show the percentage of al customers responding as well as a breakdown of those that
indicated awareness of FG& E’s Low Income Program and those that did not. For each of
the three groups of respondents (All, Aware, and Not Aware), the percentage values
indicate the proportion of that particular category only (i.e., 36% of Aware customers
reflects the opinion of 5 of the 14 people that were aware of the program). Thisalowsfor
an easy comparison between those that were aware of the program and those that were not.

13
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Indicators worth noting include that roughly half of dl respondents live in sngle-family homes,
own their home, and have an annua household income of less than $30,000. In addition, of
the forty (40) interviews completed, thirty six (36) were conducted in English and four (4)

were conducted in Spanish.

Comparing the results for those that were aware of the program to those that were not
aware yidds little ingght into the distinct characteristics that may be unique to one category.
The two areas of note are the number of resdents in the home and the age of the residents.
A dgnificantly higher percentage of aware customers (65%) either live alone or with one
other person as opposed to only 24% of those that were not aware. Also, adightly higher
percentage of aware customers (36%) have a least one elderly person in the home as
opposed to 24% for those that were not aware. Similarly, for those that were aware of the
program, 64% had no children under 18 in the home, in contrast to only 39% of those that

had not heard of the program.

Table 10: Type of Building

All Aware Not Aware
Tota Answering: 40 14 26
Sngle Family 19 5 14
48% 36% 54%
Townhouse 3 2 1
8% 14% 4%
2-4 Units 11 2 9
28% 14% 35%
5 or More Units 4 2 2
10% 14% 8%
Other 3 3 -
% 21%
Table 11: Rent or Own
All Aware Not Aware
Totd Answering: 40 14 26
Oown 17 6 11
43% 43% 42%
Rent 22 8 14

14
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55% 57% 54%
Other 1 - 1
2% 2%
Table 12: Number of Residentsin Home
All Aware Not Aware
Tota Answering: 40 14 26
One 8 5 3
20% 36% 12%
Two 7 4 3
18% 29% 12%
Three 7 1 6
18% 7% 23%
Four 7 1 6
18% 7% 23%
Fve 5 2 3
13% 14% 12%
Sx 2 - 2
5% 8%
Seven 1 - 1
2% 4%
Eght 1 - 1
2% 4%
Table 13: Residents of Age 65 or Older
All Aware Not Aware
Tota Answering: 40 14 26
Zero 27 8 19
68% 57% 73%
One 8 5 3
20% 36% 12%
Two 3 - 3
8% 12%

15
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Don’'t Know

5%

7%

4%

16
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Table 14: Residents of Age 18 or Younger

All Aware Not Aware
Tota Answvering: 40 14 26
Zero 19 9 10
48% 64% 39%
One 5 1 4
13% 7% 15%
Two 9 3 6
23% 21% 23%
Three 6 1 5
15% 7% 19%
Four 1 - 1
2% 4%
Table 15: Education L evel of Respondents
All Aware Not Aware
Tota Answering: 40 14 26
Some High School or Less 5 2 3
13% 14% 12%
High School Graduate 21 7 14
53% 50% 54%
Some College 7 2 5
18% 14% 19%
Tech/Voc/Associate Degree 3 1 2
8% 7% 8%
College Graduate (4 year) - - -
Post Graduate Studies 1 1 -
2% 7%
Refused to Answer 3 1 2
8% 7% 8%

17



Final - December 7, 2001
of

Customer Awareness/Participation Assessment

FG&E'’s Electric Low Income

Program

Table 16: Annual Household I ncome

All Aware Not Aware
Totd Answering: 40 14 26
Less Than $5,000 3 1 2
8% 7% 8%
Between $5,000 - $10,000 6 2 4
15% 14% 15%
Between $10,000 - $20,000 8 2 6
20% 14% 23%
Between $20,000 - $30,000 4 1 3
10% 7% 12%
Between $30,000 - $40,000 2 1 1
5% 7% 4%
Between $40,000 - $50,000 2 1 1
5% 7% 4%
Over $50,000 1 - 1
2% 4%
Refused to Answer 14 6 8
35% 43% 31%
Table 17: Respondent’s Primary L anguage
All Aware Not Aware
Totd Answering: 40 14 26
English 36 13 23
90% 93% 88%
Spanish 4 1 3
10% 7% 12%

18
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SURVEY INSTRUMENT
FOR THE

CUSTOMER TELEPHONE INTERVIEWS



FG&E Low-Income Electric Energy Efficiency Program Evaluation
Program Awar eness, Participation, and
Customer Satisfaction Assessment

Eligible Customer Awareness, Participation & Satisfaction
Telephone Interview Guide

NOTE TO INTERVIEWER: The purpose of these interviews is to gauge survey
respondent’s levels of awareness of FG&E's residential electric low-income energy
efficiency program and the extent to which eligible customers are participating. For
those customers that have participated, this survey is also seeking to determine
customer satisfaction with specific services and the program as a whole. Given the
mix of English and Spanish-speaking citizens living in FG&E's service territory,
interviewers should be prepared to conduct this survey in either language to
maximize understanding of questions and accuracy of individual responses. If
customers would like to contact FG&E for any reason, please provide the following
phone number 1-888-301-7700 (FG&E's Customer Service Center).

Please note: Responses in parentheses indicate they should not be read to the
interviewee, only recorded as appropriate.

INTRODUCTION

Hello, my name is and | am calling on behalf of Ftchburg
Gas and Electric Light Company. May | speak with [NAME]? We are calling
Fitchburg Gas and Electric customers like you to find out if you know about, or have
participated in the Company's energy savings programs. Your answers will be kept
strictly confidential. We greatly appreciate your help in this study.

[PROMPT - IF NECESSARY] If there is someone else at home that might know more
about this, may | speak with them or is there a better time for me to call back?
[NOTE: If referred to someone else, interviewer should repeat introduction].

AWARENESS QUESTIONS

AQ1l. Have you heard about Fitchburg Gas and Electric Light Company’s electric
energy savings program for income-eligible customers? [IF NECESSARY: PROMPT
WITH ALTERNATIVE UTILITY NAME “UNITIL” OR CONTRACTOR NAME
“MONTACHUSETT OPPORTUNITY COUNCIL (MOC)” OR PROGRAM NAME
“APPLIANCE MANAGEMENT AUDIT” (AMP)]

1. Yes
2. No
98. (Don’'t know)

[IF AQ1>1, OTHERWISE SKIP TO AQ5.]



AQ2. OK, Then I would like to ask if you anyone has installed energy saving items
in your home during this past year? [PROMPT IF NECESSARY: ENERGY SAVING
LIGHT BULBS, REFRIGERATOR, WATER HEATER TANK WRAPS]

1. Yes
2. No
98. (Don’t know)

[IF AQ2 =1, READ AQ3, OTHERWISE SKIP TO QUESTION AQ4]

AQ3. Do you know who provided the items or services that you received? [IF
NECESSARY, PROMPT WITH SUGGESTIONS INCLUDING: ELECTRIC
COMPANY, GAS COMPANY, OR “DID THEY RECEIVE LIGHT BULBS?” WHICH
WOULD INDICATE THAT IT WAS THE ELECTRIC COMPANY]

[IF THE RESPONSE TO AQ3 IS NOT ‘ELECTRIC COMPANY’-SPONSORED,
BASED ON PROMPTING, READ AQ4, OTHERWISE SKIP TO QUESTION AQ5]

AQ4. I'm going to read you a few different ways, in the future, that you might hear
about Fitchburg's electric energy saving programs. On a scale of 1 to 5, (where 5 is
your best way to hear and 1 is your worst way to hear) please tell me what you think
about each way:

1. A telephone call from FG&E

2. An advertisement in your electric bill

3. A post-card or letter

4, A newspaper article or advertisement

5. A poster or sign at a local store or a community center (church, school, senior
center)

6 On the radio

7. OonTV

8. Through a web site or an email on the computer

9 From the utility in answer to a billing question you might have

10. From a social service agency, such as MOC

11. From a neighbor, friend or relative

12. Your landlord - if you don't own your own home

13. From written or verbal information in a language other than English
97. Other

98. (Don't know)

[SKIP TO QUESTION DQ1]

AQ5. How did you hear about the Program? [ONLY READ LIST IF ASSISTANCE
NEEDED FOR RESPONSE]

(Telephone call)

(Advertisement included in your electric bill)
(Post-card or letter)

(Newspaper article or advertisement)

(Poster or sign at a local store or a community center)
(Radio)
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7. (TV)

8. (Web site and/or computer)

9. (From utility in response to billing inquiry)

10. (Social service agency)

11. (From a neighbor, friend or relative)

12. (Landlord)

97. (Other )
98. (Don’t know)

AQ6. I'm going to read you a few different ways, in the future, that you might hear
about Fitchburg's electric energy saving programs. On a scale of 1 to 5, (where 5 is
your best way to hear and 1 is your worst way to hear) please tell me what you think
about each way:

A telephone call from FG&E

An advertisement in your electric bill

A post-card or letter

A newspaper article or advertisement

A poster or sign in at a local store or in a community center
On the radio

OonTV

Through a web site or an email on the computer

. From the utility in answer to a billing question you might have
10. From a social service agency

11. From a neighbor, friend or relative

12. Your landlord - if you don't own your home

13. From written or verbal information in a language other than English
97. Other

98. (Don’'t know)

©CooNOTR~WNE

[IF THE RESPONSE TO AQ3 WAS ‘ELECTRIC COMPANY’-SPONSORED, SKIP
TO QUESTION PQO2]

PARTICIPATION QUESTIONS

PQ1. Have you participated in Fitchburg Gas and Electric Light Company's income-
eligible electric energy savings Program? This program is also called the Appliance
Management Program (AMP).

1. Yes.
2. No.
98. (Don’t know)

[IF PQ1 > 1, SKIP TO PQ3]



PQ2. I'm going to read you nine possible reasons for participating. On a scale of 1
to 5 (where 5 is a very important reason and 1 is not at all important), please
tell me how important each reason was when you chose to participate in the
program?

To save money on your electric bill

To save energy

Because the materials were going to be installed for free
To make your home more comfortable

To make your home safer

Because friends or relatives recommended it

To increase the value of your home

To help protect the environment

. To learn how to improve your home’s energy efficiency
97. Other

98. (Don’t know)
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[SKIP TO QUESTION MCQ1]

PQ3. I'm going to read you five possible reasons for why you may have chosen not
to participate. On a scale of 1 to 5 (where 5 is a very important reason why you
would not participate and 1 is a reason that is not at all important), please tell me how
important each of these reasons was when you chose to say no:

1. It was not clear what needed to be done, what materials were being offered,
or how the materials would be installed.

Not sure about how well the materials being offered would work.

Energy savings is not a high priority

Suspicious about “free” offers

. Do not like to have strangers in the house

7. Other -

8. (Don’'t know)

©©UEWN

[SKIP TO QUESTION DQ1]

Now, | would like to ask you a few questions about the energy saving
materials that were installed in your home when the person came to visit.

MEASURE-RELATED QUESTIONS
MCQZ1.Did you have energy saving light bulbs installed in your home?

1. Yes
2. No
98. (Don’t know)

[IF MCQ1 =1, OTHERWISE SKIP TO MFQ1]
MCQ2.Are the energy saving light bulbs that were installed during the visit still in
place and working?

1. All of them are still in and working



Most of them are still in and working

Only a few of them are still in and working

None of them are still in or working - they've all been removed
8. (Don’'t know)

©hrwnN

MCQ3. Have you had any problems with the new energy saving light bulbs?

1. Yes
2. No
98. (Don’t know)

[IF MCQ3 =1, OTHERWISE SKIP TO MCQ5]
MCQ4. What type of problem(s) have you had with the light bulbs? (DO NOT READ,
RECORD ALL THAT APPLY)

(Light is too dim.)

(Light is too bright.)

(Light is bad quality, things don’t look right - too yellow, too blue, etc.)
(Bulb takes too long to get started.)

(Bulb does not fit properly into fixture.)

(Bulb flickers.)

7. (Other )

QurLwwWNE

MCQ5. Overall, how happy are you with your energy saving light bulbs?

Very happy
Somewhat happy

Somewhat unhappy
Very unhappy
8. (Don't know)

©hrwWNE

Comments:

MFQ?1. Did you have new lighting fixtures installed in your home during the visit?

1. Yes
2. No
98. (Don’t know)

[IF MFQ1 =1, OTHERWISE SKIP TO MRQ1]
MFQ?2. Are the fixtures that were installed during the visit still in place and working?

1. Yes
2. No
98. (Don't know)

MFQ3. Have you had any problems with the energy saving fixtures?

1. Yes
2. No



98. (Don’t know)

[IF MFQ3 =1, OTHERWISE SKIP TO MFQ5]

MFQ4. What type of problem(s) have you had with the lighting fixtures? (DO NOT
READ, RECORD ALL THAT APPLY)

(Light is too dim.)

(Light is too bright.)

(Light is bad quality, things don’t look right - too yellow, too blue, etc.)
(Takes too long to get started.)

(Fixture is not attractive.)

(Light flickers.)

(Fixture has been broken.)

7. (Other )

ONoO~MWONE

MFQS5. Overall, how happy are you with the performance of your energy saving light
fixture(s)?

Very happy
Somewhat happy

Somewhat unhappy
Very unhappy
8. (Don’'t know)

©hrwWNE

Comments:

MRQ1.Did you have a new refrigerator installed in your home during the visit?

1. Yes
2. No
98. (Don't know)

[IF MRQ1 =1, OTHERWISE SKIP TO MHQ1]

MRQ2.Overall, how happy were you with the way that the old refrigerator was
removed and the new one installed?

1. Very happy

2. Somewhat happy

3. Somewhat unhappy
4. Very unhappy

98. (Don’'t know)
Comments:

MRQ3. Have you had any problems with the energy saving refrigerator?

1. Yes
2. No
98. (Don't know)

[IF MRQ3 =1, OTHERWISE SKIP TO MRQ5]



MRQ4. What type of problem(s) have you had with the refrigerator? (DO NOT READ,
RECORD ALL THAT APPLY)

1. (Has malfunctioned and needed service.)

2. (Internal size, it is smaller than the old one and/or not set up the same way.)
3. (External size, it doesn't fit properly in the space.)

4. (It doesn’t keep the food cold and/or the frozen food frozen.)

5. (It keeps the food too cold.)

6. (It is noisy.)

97. (Other )

MRQ5. Overall, how happy are you with the performance of your energy saving
refrigerator?

Very happy
Somewhat happy

Somewhat unhappy
Very unhappy
8. (Don’t know)

©hrwNE

Comments:

MHQL.Did you have hot water related materials installed in your home during the
visit? [IF NECESSARY, PROMPT WITH EXAMPLES, INCLUDING: HOT WATER
TANK WRAP, NEW SHOWERHEAD)]

1. Yes
2. No
98. (Don’t know)

[IF MHQ1 =1, OTHERWISE SKIP TO MWQ1]
MHQ2. What types of materials did you receive? [READ LIST, RECORD ALL THAT
APPLY]

1 Showerheads and/or faucet aerators
2 Water heater tank wrap

3. Hot water pipe insulation

4. Water heater temperature turn-down
5. New water heater

97. Other

98. (Don’'t know)

[IF MHQ2 =1, OTHERWISE SKIP TO QUESTION MHQ5.]
MHQ3. Are the showerheads and aerators that were installed during the visit still in
place and working?

1. Yes
2. No
98. (Don't know)



[IF MHQ3 =2, OTHERWISE SKIP TO MHQ5]
MHQ4. Why are the showerheads and aerators no longer installed? [DO NOT READ -
RECORD ALL THAT APPLY]

: (New showerhead/aerators leaked.)
: (Water flow from new showerhead/aerator was too slow.)
: (Did not like the look of the showerhead/aerators)

1
2
3
97. (Other )

MHQ5. Have you had any problems with any of the other hot water related materials?

1. Yes
2. No
98. (Don’'t know)

[IF MHQ5 =1, OTHERWISE SKIP TO MHQ7]
MHQ6. What type of problem(s) have you had? (DO NOT READ, RECORD ALL
THAT APPLY)

: (Hot water temperature was too low — turned it back up.)
: (New water heater does not heat water up fast enough.)
: (Service required on water heater since the program site visit.)

1
2
3
97. (Other )

MHQ?7.Overall, how happy are you with the performance of your hot water saving
materials?

Very happy
Somewhat happy

Somewhat unhappy
Very unhappy
8. (Don’'t know)
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Comments:

MWQL1.Did you have weatherization materials installed in your home, this would
include such things as insulation, caulking/weatherstripping, heating system repair or
replacement or new thermostats?

1. Yes
2. No
98. (Don’'t know)

[IF MWQL1 = 1, OTHERWISE SKIP TO MOQ1]
MWQ2.What types of weatherization materials did you receive? [READ LIST AND
RECORD ALL THAT APPLY]

1. Heating system repair or replacement
2. Attic, ceiling or wall insulation
3. Interior storm windows



4, Caulking and weatherstripping

5. New set-back thermostats

6. Repair to the ducts of your heating system
97. Other

[IF MWQ2 =1, OTHERWISE SKIP TO QUESTION MWQ5.]
MWQ3.What type of heating system did you have repaired/replaced?

1. Electric boiler or furnace

2. Electric Heat Pump (they may know its electric and say heat pump w/o
knowing the difference)

3. Gas boiler or furnace

4, Oil boiler or furnace

97. Other ( )

98. (Don’'t know)

MWQ4.Have you had any problems with the heating system since the repair
/replacement?

1. Yes
2. No
98. (Don't know)

[IF MWQ4 =1, OTHERWISE SKIP TO MWQ6]
MWQ5. What type of problem(s) have you had? (DO NOT READ, RECORD ALL
THAT APPLY)

: (New/repaired heating system has needed further service/repair.)
: (Heating system does not seem to heat the home as well as before.)
: (Heating system is noisier.)

1
2
3
97. (Other )

MWQ6. How happy were you with the way work was done on your heating system,
including the scheduling and installation/repair procedure?

Very happy
Somewhat happy

Somewhat unhappy
Very unhappy
8. (Don't know)
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MWQY7. Are the other weatherization materials that were installed during the visit still
in place and working?

1. Yes
2. No
98. (Don’t know)

MWQ8. Have you had any problems with the weatherization materials?

1. Yes
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2. No
98. (Don't know)

[IF MWQ8 =1, OTHERWISE SKIP TO MWQ10]
MWQ9. What type of problem(s) have you had? (DO NOT READ, RECORD ALL
THAT APPLY)

(Insulation installed in the attic is in the way of storage space.)
(Interior storm windows are loose and/or unattractive.)
(Weatherstripping and/or caulking is coming loose.)

(New thermostats are hard to read and/or understand.)

7. (Other )

©rhwnhE

MWQ210. In the winter months, do you feel any difference, warmer or more
comfortable, as a result of the weatherization work that was completed as part of this
program?

Definitely warmer and more comfortable.

Maybe warmer and more comfortable.

About the same.

Maybe a little less comfortable.

Definitely less comfortable.

Have not gone through a winter since the program visit
8. (Don’'t know)

CookrwnE

MWQ11. Overall, how happy are you with the weatherization materials?

Very happy
Somewhat happy

Somewhat unhappy
Very unhappy
8. (Don’'t know)

©hrwNE

Comments:

MOQL1. Did you have any other materials installed in your home as part of Fitchburg's
electric energy savings program? Additional items might include such things as
window air conditioner filters or waterbed covers.

1. Yes
2. No
98. (Don’'t know)

[IF MOQ1 =1, OTHERWISE SKIP TO SQ1]
MOQ2. What types of materials did you receive? [READ LIST AND RECORD ALL
THAT APPLY]

Filter for air conditioner

New window air conditioner

Water bed cover

Replacement mattress for removed waterbed

PwONPE
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97. Other

MOQ3. Are the materials that were installed during the visit still in place and working?

1. Yes
2. No
98. (Don't know)

MOQA4. Have you had any problems with the materials?

1. Yes
2. No
98. (Don’'t know)

[IF MOQ4 =1, OTHERWISE SKIP TO MOQ6]

MOQ5. What type of problem(s) have you had? (DO NOT READ, RECORD ALL
THAT APPLY)

1. (New mattress is uncomfortable.)

2. (Mattress cover was a nuisance to move around.)
3. (Air conditioner does not work as well.)

97. (Other )

MOQ6. Overall, how happy are you with the materials installed?

Very happy
Somewhat happy

Somewhat unhappy
Very unhappy
8. (Don’'t know)

©hrwNE

Comments:

Now, | would like to ask you just a few questions about how happy you were
with the energy savings program overall.

SATISFACTION QUESTIONS

SQ1. Please tell me how happy you were with each of the following parts of
Fitchburg's energy savings program using a scale of 1 to 5, where 5 is extremely
happy and 1 is very unhappy. How happy were you with the ?

Very happy
Somewhat happy

No feelings either way
Somewhat unhappy
Very unhappy

8. (Don’'t know)

N N o

SQ1a. Process for scheduling the initial visit to your home
SQ1b. Initial visit and walk-through done on your home
SQ1c. Attitude of contractor during initial visit and walk-through
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SQ1d. Computer report and explanation of how energy is used in your home

SQle. Usefulness of the energy information reviewed during the visit

SQ1f. The recommendations that were made to save energy in your home

SQ1g. Convenience of any follow up visit (for new refrigerator or weatherization
work)

SQ1h. Attitude of the contractors who installed measures during any second visit to
your home

SQ1i. Quality of all work performed and materials installed through your participation

in the program

SQ1lj. Helpfulness of program staff

SQ1k. Electric bill savings as a result of the program

SQ1l. Program overall

SQ2. Could you please tell me one or two reasons for your overall program
satisfaction rating of [ READ RESPONSE TO SQ1l.]?
[RECORD RESPONSE]

SQ3. Would you recommend this program to others?

1. Yes
2. No
98. (Don’t know)

Finally, to end this interview, | would like to ask a few quick questions about
you and your home.

DEMOGRAPHIC QUESTIONS

DQl What type of building do you live in? [READ LIST IF NECESSARY]
Single family home

Townhouse/Rowhouse

2-4 unit building

5 or more unit building

Mobile home

7. Other

LQurwdE

DQ2. Do you own or rent your home?

1 Own

2. Rent

3. Other

98. (Don't know)

DQ3. How many people live in your home year-round?
[RECORD RESPONSE]

DQ4. How many people who live in your home year-round are over the age of 65?
[RECORD RESPONSE]
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DQ5.

How many people who live in your home year-round are under the age of 18?

[RECORD RESPONSE]

DQS.

*(<D OCoOUhwNE
Q
=
N
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What is the highest level of schooling that you have completed?

Some high school or less

High school graduate

Some college

Technical / trade / vocational school or Associates degree
Four-year college graduate

Post-graduate or professional degree or training
(Refused to answer)

What range would you estimate your household’s annual income was last

Less than $5,000

Between $5,000 and $10,000
Between $10,000 and $20,000
Between $20,000 and $30,000
Between $30,000 and $40,000
Between $40,000 and $50,000
Over $50,000

(Refused to answer)

Thank you very much for your time, that is all of the questions that | have. If
you would like further information on Fitchburg Gas and Electric Light
Company’s income-eligible energy savings program, please call the Company
directly or the Montachusett Opportunity Council (MOC). Would you like me to
leave the telephone numbers with you?

MOC:

978-342-7025

FG&E's Customer Service: 1-888-301-7700
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